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Discontinue Service

Rule 8.4 . Investigation and Hearing
....... A7

PART9.  ADOPTION OF ADDITIONAL PRACTICES

RULES AND PRACTICES RELATING TOV
TELEPHONE SERVICE TO RESIDENTIAL CUSTOMERS
PART 1. DEFINITIONS AND GENERAL PROVISIONS
Rule 1.1 Definitions
(a) "Adult" means any person eighteen years of age or older

(b)  "Billing period" means a telephone service consumption period of
not less than 26 nor more than 35 days

(c) "Company means Bell Atlantlc Telephone Company

P d} "Oustomer" means any past or presen_t purchaser of telephone -
L Sewlcensi;[bblled lby'fhe*C@mpanyferﬂres|den’t1al purposes.
(e) “Delmquent account' means an-account for reSIdentlaI telephone
service which remains unpaid for at least 30 days aftef receipt of a bill
prepared and delivered in accordance with these Rules.
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"Department" means the Department of Telecommunication and Energy of
the Commonwealth of Massachusetts

(9) "Discontinuance of service" means a temporary cessation of
telephone service caused by the Company and not voluntarily requested
by a customer.

(n)  "New service" means residential telephone service provided to a

person who, at the time of application for the service, is not a person in

whose name residential telephone service is currently being provided and !
who has not had his or her account removed for nonpayment within the !
preceding six months.

(i) "Personal emergency" means any situation in which lack of access
to telephone service endangers the health or safety of a customer or a
member of the household to which the service is furnished.

)] "Receipt", in the case of a written communication which these
Rules require to be transmitted to a customer, shall be resumed to be
three days after the date of mailing or, if such written communication is
delivered rather than mailed, on the date of delivery.

(k)  "Removal of account" means a permanent cessation of telephone
service caused by the Company and not voluntarily requested by a
customer.

() "Subsequent service" means residential telephone service provided
to a person whose previous residential account has been removed for
nonpayment within the six-month period immediately preceding the time at
which application for service is made.

(m) "Transferred service" means residential telephone service provided
at a new address to a person in whose name residential telephone
service, at the time of the change of address, is currently being provided.

Rule 1.2 ' Written Communications. All written communications
required by these Rules to be fransmitted to a customer shall be sent only
to the person and address specified by the customer. If the customer
specifies a person or address different from the person to whom or the
L . address at-which.service is fo be provided, the Company shall_then inform
LA 0 0 e customerthat IE%N‘III;SQ\%E 3
e : ' “;.,:‘xuperson and addresswo
PART-'Z. CUSTOMER NF MATIQN ON RATES, SERVICES AND
THE PROVISION OF THESE RULES

=a]lf‘Wr en eommu‘n‘rcaﬂons to» the~specn‘" ied

Rule 2.1 ' At the time any person applies for residential telephone
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service or for the conversion of one type of residential telephone service to
another, a representative of the Company shall first explain the lowest-
priced service and equipment available to residential customers in the
area in which service is desired, together with all associated charges.

In addition, the Company representative shall advise each applicant for residential
telephone service that a general description of services and equipment is available in the

introductory pages of each directory.

Rule 2.2 Prior to installation or conversion, each applicant shall be
given a clear, complete and informative explanation, including charges, of
all residential services and equipment available to customers in the
exchange in which service is to be provided.

Rule 2.3 The Company shall print, in a conspicuous place in the
introductory pages of all residential telephone directories furnished by the
Company, (a) a description of all residential customer rights and
responsibilities under these Rules and (b) a general description of
available services and equipment.

Rule 2.4 The Department shall have power to disapprove, in whole or
in part, the form and content of all written communications required by this
Part 2, and to require amendments, deletions, or additions to such
communications.

PART 3. BILLING AND PAYMENT STANDARDS

Rule 3.1  .Billing Frequency. The Company shall render, on a
monthly basis, a bill io every customer for all lawful charges which have
been incurred by the customer in the billing period for which the bill is
rendered. The bills required by this Rule 3.1 shall be sent to the customer
not sooner than one day nor later than fifteen days after the closed of said
billing period, The company may, for administrative reasons, render the
first bill or the final bill for a residential account on the basis of service
provided for a period of less than twenty-six days. The Company may
also, for administrative reasons, render a bill for a residential account on
the basis of service pravided for a period of less than twenty-six days or
more than thirty-five days in the case of a change in the customer's
telephone number or a change of an entire central office to a different
billing cycle. i' .

e Rille:3:2 . -Payriént.efiBills. The. Company-shall aliow each customer
a a?grasf {hlrty'féé;]en’éi:a‘”c?dayy from thefdate of recelpbof each bill, for

- paymentinfulllx i th ;.yéffft"afbm” ‘
rendered wittithg féquiency: reqUIred by Rule-3.1 hereof, the Company
shall allow,
for payment in full, additional days equal to the number of days by which
the date of .
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receipt of the bill exceeds the billing frequency required by that Rule.

Rule 3.3 Computation of Payment Period. The date of receipt of a
bill shall be as ' !

provided in Rule 1.1(j) hereof. If the actual receipt of a bill is disputed by a customer at a
Department hearing under these Rules, such disputed issue shall be decided by the

Department on the Basis of evidence presented at the hearing,

If the last calendar day for remittance falls upon a day when the
offices of the Company regularly used for the payment of customer bills
are closed to the general public, the final payment date shall be extended
through the next business day.

Rule 3.4 Billing Information. Every bill rendered by the Company -
for residential telephone service shall be in writing and shall state clearly: \

(a)  The beginning and ending dates of the current billing period;

‘(b)  The date by which payment in full must be made in order to prevent
delinquency of the account;

(¢) 'The amount of all charges remaining unpaid for more than thirty

days since receipt of a previous monthly bill, labeled delinguent as of a ‘
stated date; '

(d)  The amount of all payments made to the account during the current
billing period, labeled payments and adjustments;

The amount of the previous balance remaining unpaid as of the date of
preparation of the current bill, labeled o utstandmg balance before new
charges:

All new charges, including a clearly labeled statement of regular monthly
charges, taxes imposed on services, and toll calls (including date of call,
time of day at which call began, length of call, place and telephone
number called, whether or not the call was rated as operator-assisted or
direct-dialed, charge for the call, and, if the call was made from any
telephone number other than that to which it is billed, the area code and
telephone number from which the call was made; and

(9) - The total outstanding balance in the account on the ending
date of'the current bllllng period,! Jg "ewnbala'nce

Rule 35
: Restoratlon of Serwce

At the option of the customer, the Company shall prorate the charges for connection,
installation, restoration, or reconnection of service in four equal portions over four
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" #

, monthly billing periods, with each equal portion of such charge appearing on each
monthly bill. At the time any
connection, installation, restoration, or reconnection is requested, the Company shall
make known to the customer his or her right to have the charges for such services
prorated.

(b)  No customer shall be required to pay any part of such charge prior

to tha tima that tha austamar racaivas the first manthly bill for services
after such charge is incurred.

(¢)  No customer shall be required to pay any reconnection fee or other
charge for restoration of service if service was discontinued by the
Company in error or in violation of any provision of these Rules.

(d) If service to any customer is discontinued, either at the customer's
request or pursuant to these Rules, prior to payment in full of any lawful
charges prorated pursuant to this Rule 3.5, the entire amount of such
charges shall thereupon be due and payable in full.

()  Whenever a customer requests that service be transferred from
one location to another, the Company may require payment of any
undisputed delinquent charges as a condition of such transferred service.

Rule 3.6 Customer Protection Notices. All bills and notices of
proposed discontinuance of service sent by the Company to a customer
shall contain the following notices:

(a) Rightto Dispute Bill. The following legend shall be printed on the
front of the bill, in print no smaller than 1/8 inch in height, "RIGHT TO
DISPUTE YOUR BILL~-SEE REVERSE (or INSERT) FOR DETAILS." -

The following message shall be included with the bill according to
the form and.manner set out below:

RIGHT TO DISPUTE YOUR BILL

If for any reason you believe your bill is wrong, you may write or call a Company
representative and explain the amount you believe to be in error and the reason you
believe there has been an efror.

if, when you receive the decision of the Company representative,
you still co su;lerthe bill wrong or.are not satisfied, you have the right to
R ap“pea’l,xtm siassdeRlselts Depaf’f"ment of Telecommumcatlon and
: l%ergy by:’éaﬂffng: v r_ﬁlng*fhe Beparimentito. request a hearing. .
TR T " Call or"wrlte R

' CONSUMER DIVISION
. 'DEPARTMENT OF TELECOMMUNICATION
AND ENERGY
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100 Cambridge Street
Boston, Massachusetts 02202

Telephone (B17) 305-3500 of XX

Your telephone service will not be shut off for failure to pay the
portion of your bill which you are disputing.
If you need more time to pay, call the Company at the
business office number shown on the front of the bill.

An explanation of customer rights and responsibilities is contained in the
introductory pages of the telephone directory.

Bilingual Notice. The Company shall print on the face of all its bills and
written notices required. by these Rules to be transmitted to a customer the
following legend in Spanish, Portuguese and in any other language which
has been determined by the Company or the Department to be the
primary language of a substantial number of customers of the Company:

THIS BILL (NOTICE) IS IMPORTANT
TRANSLATE IMMEDIATELY.

PART 4. SECURITY DEPOSITS AND GUARANTEES

A. Deposits.
Rule 4.1 New Service. The Company may require a deposit as a
condition of

new service only if the customer has an outstanding bill from previous telephone service
and the bill is not in dispute. In addition, the Company may require payment of the
outstanding bill or a safisfactory payment of arrangement therefor as a condition of such
service. .

Rule 4.2 Restoration of Discontinued Service. The Company may
require a .

depaosit as a condition of the restoral of service which has been discontinued. In addition,
the Company may require payment of any undisputed delinquent charges as a condition
of such restoration.

Rule 4.3 Subseguent Service. The Company may require a deposit
as a condition

of subsequent service. In addition, the Company may require payment of any undnsputed
del_nquent charges as a condltlon of such ser\nce

) :R‘iilm4 4" : @ther:Standards»Bre'mbWed» The Company shall not

58 depasitalt . 7
a-conditioff of.sétvice eXcept in-the clrcumst%nces p,gescrlbed in Rules 4.1, 4.2 and 4.3
hereof. In:nojcage in which a deposit is Permitted by these Rules, shall the Company
base a.determination te require such.deposit upon residential location, race, color, creed,
sex, age, national origin or any other criteria not authorized by these Rules.
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B. General Deposit Conditions.

Rule45  Terms and Conditions of Deposits.

(a) A deposit required by the Company as a condition of new service shall not exceed
the amount of $50.

(b) A deposit required as a condition of the restoration of service which
has been discontinued or as a condition of subsequent service shall not
exceed an amount equal to two times the average bill during the
preceding six-month period for service at the customer's premises.

(c) Six months following the date on which a deposit has been made, and
each month thereafter, the Company shall analyze the customer's
account. If satisfactory credit has been established in accordance with
Rule 4.5(f) hereof, the deposit shall be refunded. If satisfactory credit has
not been established, the deposit may be retained and the Company shall
make a determination whether the deposit held is inadequate or
excessive. A'deposit shall be deemed adequate if it equals two times the
customer's average bill for the preceding six months, within a $10
tolerance. If the deposit exceeds this figure, a refund of the excess shall
be made. If the deposit is less than this figure, the Company may request
an additional: sum equal to the amount of the inadequacy.

(d) Interest at the rate of 6% per annum shall be payable on all deposits.
Interest shall be credited semi-annually to the service account of the
customer or paid upon the return of the deposit, whichever occurs first.

{e) Upon termination of service, the deposit, with accrued interest, shall
be credited to the final bill, and any credit balance shall be returned
promptly to the customer.

(f) The credit of a customer shall be established as satisfactory and any
deposit and accrued interest shall be refunded promptly by the Company
upon timely payment by the customer of all proper charges for telephone
service'for a period of six successive months. For purposes of this Rule
4.5(f), payment shalll be deemed timely if made prlor to the issuance of a
notice of discontinuance of service forsnonpayment in at least four of the
preceding six months and if there has been no discontinuance for
nonpayment in accordance with these Rules durlng the same period.

b grar %
aafa'ress, fhe date of maklng an Jamount of deposﬁ and the date and
‘amouints of inferest paid.
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(h) At the time of making a deposit, each customer shall receive a written
receipt containing at least the following information:

Name of customer;

Place of payment;
Date of payment;
Amount of payment;

Identifiable name and signature of the Company employee receiving
payment; and

Statement of the terms and conditions governing the receipt, retention and
return of deposit funds.

(i) A customer's failure to produce the deposit receipt described in Rule 4.5(h) hereof
shall not deprive the customer of the right to the refund to which the customer is
otherwise entitied.

(i) The Company may withhold the deposit pending the resolution of a
discontinuance of service for nonpayment which is disputed under these
Rules.

C. Guarantees.

Rule 4.6 . The Company may at its option, accept a written payment
guarantee in ' ‘

lieu of a deposit authorized by Part 4 hereof. The Company may not require a written
payment guarantee from any customer ready, willing and able to make a deposit as
authorized by these Rules. The Company shall develop policies which specify the
circumstances in which' it will accept a written payment guarantee in lieu of a deposit,
shall make those policies known to all customers and service applicants upon whom
deposit demands are made, and shall apply those policies uniformly.

D. .Right to Appeal Company Decisions Concerning
Deposifs.

Rule' 4.7 * All decisions by the Company concerning the propriety of
reqUIrmg a

de] os;t and the amount of any such depOSIt shall be appeal-able in accordance with the
P prVJSIOJjS oﬁF’art 6 hereof S .

starid-Teriination of

Rule 4.8 - Within sixty days of the effective date of these Rules, the
Company shall : ‘
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refund, with accrued interest, all deposits held as security on residential accounts and
terminate all guarantee agreements that are inconsistent with these Rules. The Company
may credit to the undisputed delinquent account of a customer the amount of any refund
due that customer under the provisions of this Rule 4.8. The Company shall notify each
customer that the refund or credit to the customer's account was made in accordance
with these Rules.

PART § DISGONTINUANGE QF GERVIGE AND REMOVAL OF AGGOUNTS

A. Grounds for Discontinuance of Service and Removal of Account.

Rule 5.1 Subject to the requirements of these Rules, the Company
may

discontinue service to a customer and remove the account of said customer for any one
or more of the following reasons:

Nonpayment of a delinquent account amounting to $25 or more;

Failure to make and maintain a deposit authorized by Part 4 hereof;
Use of the telephone service in a manner which is unlawful under the
laws of the Commonwealth of Massachusetts or of the United States, or

which is in violation of any tariff approved by the Department;

Failure to comply with the terms and conditions of a deferred payment
agreement made or established in accordance with the provisions of Part
7 hereof;

Refusal to grant a duly authorized representative of the Company access
to equipment upon the premises of the customer at reasonable times for
the purpose of inspection; maintenance or replacement; and
Misrepresentation of identify for the, purpose of obtaining telephone
service.

Rule 5.2 Notwithstanding the provisions of Rule 5:1(a) hereof; the
Company shall not discontinue

service or remove any account where the total amount of the most current
bill is less than the amount of any deposit held by the Company in
connection with the service sought to be discontinued or the account
sought to be removed.

Rule 5.3  Neither of the following shall constitute sufficient cause for
the Company

to dlscontlnue serwce or remove an account

;Thefailure of tha,customer to pay for'concu ent serwce - recelved under
separate accourfr, orata separé‘fe res@en_ce b & separate loeatlon nor.

The fallure of any person, other: than the GUStOTnel‘ against whom
discontinuance of service or removal of account is sought, to pay any charges due to the
Company.
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B. Notices of Discontinuance of Service.

Rule 5.4 Except as provided in Rule 7.4 hereof, the Company shall
not discontinue service

pursuant to Rule 5.1 hereof unless writien nofice by first class mail is sent
to the customer or personally served at least fifteen days prior to the date
of the proposed discontinuance. Service of notice by mail shall be

complete upon mailing. The Gompany shall maintain an accurate record of
the date of mailing of all discontinuance notices.

Rule 5.5 A notice of discontinuance of service for nonpayment of a
delinquent

account shall not be issued until the account has become delinquent as defined in these
Rules.

Rule 5.6 A notice of discontinuance of service shall riot be issued for \
nonpayment

of a delinquent account if the entire amount of such delinquent account is the subject of a

pending complaint pursuant fo Part 6 hereof. The Company may, however; issue a notice

of discontinuance of service with respect. to-that portion of any delinquent account which

is not the subject of a pending complaint pursuant to Part 6 hereof. Should service be

discontinued, the Company shall offer removal of the account until the dispute has been

resolved.

Rule 5.7 Except as provided in Rule 7.4 hereof, notices of
discontinuance of
service shall contain the following information:

The telephone number, name and address of the customer and the
delinquent amount;

A clear and concise statement of the reasons for the proposed
discontinuance of service; .

The date on or after which service will be discontinued unless the

customer takes;' appropriate action;

A statement of the appropriate action the customer may take to prevent '
discontinuance;

The customer protection notices required by Rule 3.6 hereof;

The serious illness and personal emergency notice required by Rule
5. 20 hereof;

persons by

\ i] ustomer may be required to pay, as a-
condlflon Yo} fhe,restorailon of such serwce, the dellnquenf bajance, the approprlate
charge for restoration of service (under the terms and conditions specified in Rule 3.5
hergof) and any dep05|t authorized by Part 4 hereof.
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Rule 5.8 In addition to the notices required by Rules 5.4 and 5.7
hereof, the

Company shall not discontinue service without first mailing to the customer a reminder of
discontinuance notice. Such notice shall be mailed five days prior to the discontinuance
date specified in the notice of discontinuance and shall contain the information required
by Rule 5.7 hefeof:

Rule 5.9 Two days prior to the discontinuance date, the Company
shall make a

telephone call to remind the'customer of the proposed discontinuance. If the Company is
unable to reach the customer, no additional call need be made.

Rule 5.10  Service shall not be discontinued, pursuant to Rule 5.1
hereof, on a day,

or a day immediately preceding a day when the services of the Company are not
available to the general public for the purpose of reconnecting discontinued service.
Notwithstanding any other provision of these Rules, the Company shall not discontinue
service on any day, except during the hours between 8:00 a.m. and 4:00 p.m.

The Company shall discontinue service only within a ten-day period after the date
specified pursuant to Rule 5.7(c) hereof. Thereafter, the Company may discontinue
service only after another notice of discontinuance of service has been issued in
accordance with Rules 5.4 and 5.7 hereof.

In the évent the Company has agreed to extend the time for payment, and the customer
does not pay as promised, service may be discontinued after the Company has provided
a three-day notice of discontinuance to the customer.

If the last day of the three-day notice period required by the preceding paragraph of this
Rule 5.10 falls upon a day on which the postal service does not deliver mail, then that
notice period shall be extended through the next day on which mail is delivered.

C. Removal of Account.

Rule 511 The Company shall not remove an account pursuant to Rule
5.1 heréof

unless written notice by first.class mail is sent to the customer or personally served at
least ten days prior to the date of the proposed removal. Service of notice by mail shall
be complete upon mailing. The Company shall maintain an accurate record of the date of
mailing of all notices of removal of account.

Rule 5.12 ' A notice of removal of account shall not be issued until
service to the .
account has:been discontinued pursuant to Section B of Part 5 hereof.

of rem "‘al of account,.shall not be Jssued for .

pvn...,u.

Gl *R‘f Ieié‘ﬂ‘s:w,"fA notlc-ze"

SRR - )
g‘é‘l‘?ﬂ eco*unf |f aqu ortlon of suc':bidellnquent accomnt is. the subjeci ofa pendlng
‘ cqmp’laln’l pﬁrsuant to Part 6 hereof. "~

Rule 5.14 'Notices of removal of account shall contain the following
information:
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The telephone number, name and address of the customer;

A clear and concise statement of the reasons for the proposed
removal of account;

The date on which service to the account was discontinued:

A statement that the customer may have service restored by

making satisfactory arrangements, within ten days from the date

of notice of removal of account, for the payment of the

delinquent balance, the appropriate charge for restoration of

service (under the terms and conditions specified in Rule 3.5 hereof) and
any deposit authorized by Part 4 hereof.

A statement that if the customer fails, within ten days, to make
the-arrangements specified in Rule 5.14(d) hereof, the account
will be removed, and the customer will be required to re-apply for
service and to pay, as a condition of such service, the delinquent
balance, the appropriate service installation charge, and any
deposit authorized by Part 4 hereof.

The customer protection notices required by Rule 3.6 hereof;

The serious illness and personal emergency notice required by
Rule 5.20 hereof; and .

A statement concerning the protection provided to elderly
persons by Part 8 hereof:

D. Serious lliness and Personal Emergency.

Rule 5.15 Notwithstanding any other provision of these Rules, if the
customer

claims that there is a seriously ill person residing in the household where service is
provided, the Company shall postpone discontinuance of service if the customer can
demonstrate that he or she is unable to pay an outstanding bill for telephone service and
that continued access to the telephone is required because of the serious illness. If
service has already been discontinued, it shall be restored. Such postponement or
restoration shall be predicated on the receipt of certification of the illness by a registered
physician. The certificate shall state the name and address of

the,serlolfgy JLperson,,tpe natL}re of th{1 iness, atld the phys;clan s office address and

i ‘ teJ{\bhOn <

3

S
i

ed , oﬁthe ilinéss or Ezﬁjy calendardays whichever
1l

ég'fﬁ aljo n‘sh“"‘ﬁi'\ d«fog a vl
]e1 wlce»u ei"”tﬁe"same ‘gonditions.

s Tgééf ana‘sha beﬁrem,eWa

Rule 5.16 A certification of serious illness shall be sufficient if initially
made by
telephone. In such event, the Company shall inform the certifying physician that a written
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certificate setting forth the information required by Rule 5.15 hereof must be forwarded to
the Company within seven days. If the Company does not receive written certification of
the serious illness within seven days, it shall make its best efforts to contact the customer

and the certifying physiclan prior to disconfinuing service.

Rule 5.17  If the customer claims in writing and can demonstrate that he
or she is

unable to pay an outstanding bill for telephone service and that a personal emergency
exists, the Company shall postpone discontinuance of service or shall restore service if it
has already been discontinued. The period of postponement of discontinuance of service
shall not exceed thirty days; and if service has been discontinued it shall be restored for a
period not to exceed thirty days.

Rule 5.18  Any decision by the Company to deny a postponement of
discontinuance of service or to

refuse to restore service, purporting to be made pursuant to Rules 5.15,
5.16 or 5.17 hereof, shall be appeal-able in accordance with Part 6 hereof.

Rule 519 In cases where telephone service is continued or restored
pursuant to

Rules 5.15, 5.16 or 5.17 hereof, the customer must, no later than the end of the
postponement or restoral period, (a) pay all undisputed delinquent amounts in full, (b)
enter into a deferred payment agreement for such amounts pursuant to Part 7 hereof, or
(c) request the Department to establish a deferred agreement for.such amounts pursuant
to Part 7 hereof. If the customer fails to make one of such payment arrangements, the
Company may discontinue service.

Rule 5.20 All notices of discontinuance of service and all notices of
removal of

account shall contain the following message according to the form, letter size, boldness
and manner set out below (underlined words shall be in bold print):

RIGHT TO TELEPHCNE SERVICE
DURING SERIOUS ILLNESS AND
PERSONAL EMERGENCY

If you or anyone living in your home is SERIOUSLY ILL and you can demonstrate that
continued access to the telephone is required due to that iliness and that you are unable
to pay your bill, we will eontinue or restore your telephone service during such iliness for
a period up to 30-days. In order to have service continued or restored, you must have a
registered physician certlfy, in writing to us that such illness exists

If the SERIOUS ILLNESS continues beyond 30 days, service may be
onti u’edgfom@;,ad@tlonali%-_days upen. geoelpt of a second- ‘
f i6al eatrogpnyouriplgy,;sm i frtherSERI@US ILLNESS continues
_ ond*%h @éﬂﬁ‘onal ‘B;C)eday~ segwsef“éy% T
P '-contlnuedg)r “a: fmé‘l* 30-¢Ay pericd- upon recelpt*of a thlrd certlf cate from
your physician.

If there is SERIOUS ILENESS, please call or have your physician call our Business
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Office immediately.

If you can demonstrate that there is a w which endangers the
health or safety of someone in your householid and you require continued access to
telephone service and are unable to pay your hill, we will continue your telephone for a
period not to exceed 30 days. You must inform the Company, in writing, of the reason
why you are unable to pay your bill and the nature of the emergency.

Fododede dHode ke ek dodedodek Kok de ki dededededkokokokodeke bk k ko SRR K kokkokdokok kdek ko kR kRTokkokk ok kRkkokodokdekokek

Before the end of any extension period granted because of SERIOUS ILLNESS or
PERSONAL EMERGENCY, you must either pay your past due bills in full or enter into a
payment arrangement satisfactory to you and the Company.

You may appeal any refusal of the Company to furnish service where a SERIOUS
ILLNESS or PERSONAL EMERGENCY exists by contacting the:

CONSUMER DIVISION ‘
DEPARTMENT OF TELECOMMUNICATION AND ENERGY .
100 Cambridge Street i
Boston, Massachusetts 02202

Telephone: (617) 305-3500 or XXXX

PART 6. COMPLAINTS AND DISPUTED CLAIMS

Rule 6.1 If any matter relating to a bill is disputed by the customer, the
following
procedure shall apply:

(a) The customer shall notify the Company of the dispute by telephone, mail or in
person. The Company shall refer this matter to an employee assigned to investigate
billing complaints. Such employee shall investigate and make a substantial effort to
resolve the customer's complaint.

If the customer notifies the Company by telephone or in person of a complaint concerning

charges billed to his or her account, and such complaint is resolved to the customer's

satisfaction during the initial telephone or personal contact, no written notification to the '
customer shall be necessary unless requested by the customer.

In situations involving customer complaints which require further investigation, the
customer shall be notified in writing in all cases where the results of the investigation are
not favorable to. the customer. Such notice shall include the following:

If you still consider your bill to be inaccurate in any respect or if you have any other
complaint pertaining to this matter, you have a right to appeal 1o the Department of
T elecommumcatloh, andEpeng

4 2; . ’ .ltblﬂxfb[% cmontt{%pﬁes #@gofghlstnetlci
RS, CRWER VT S
| C@NSUMER DIVISION ;
DEPARTMENT OF TELECOMMUNICATlQN AND ENERGY
100 Cambridge Street -

Boston, Massachusetts 02202
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Telephone: (617) 305-3500 or XXXX
Decisions favorable to the customer may be communicated by telephone.

(b) If the customer disputes the Company's written notice of decision, the customer may
notify the Department's Consumer Division within three months of receipt of such notice
that he or she wishes to appeal. A representative of the Department shall notify the
Company and thereafter shall conduct an investigation. Such investigation shall include
the opportunity for each side in the dispute to be heard, but such hearing shall not be
construed to be an adjudicatory proceeding as defined by Chapter 30A of the General
Laws.

The Department representative shall rule promptly upon the dispute and notify the
customer and Company of the decision and of the right to appeal the-decision in an
adjudicatory proceeding of the Department under Chapter 30A of the General Laws.

(e) Within seven days of being notified of the decision of the Department's :
representative, the customer and/or the Company may request a hearing under Chapter
30A of the General Laws.

Rule 6.2 Pending final determination of a dispute, the Department

may enter any

temporary order: which it deems just and equitable. In the absence of an order by the
Department to continue service, the Company may discontinue service for nonpayment
of any undisputed amount in accordance with Part 5 hereof.

Upon final determination of the dispute by the Department, the Department shall order
service to be continued restored or discontinued, or the account removed upon such
terms and conditions as it deems equitable to both the customer and the Company.

Ruie 6.3 Any party aggrieved by any action in violation of these Rules
may at any
‘ time request a hearing before the Department by making a complaint in writing to the
Department, provided that such matter has not been previously investigated by the ‘
| Department. For good cause shown, the Department may re-open a matter previously |
| investigated.

Rule 6.4 If a customer requests a hearing before the Department, the
customer
shall pay to the Company an amount equal to that part of the bill which is not is dispute.
Failure of the customer to pay the amount not in dispute, or failure of the customer to pay
in accordance with a deferred payment agreement entered into or established pursuant
to Part 7 hereof, with respect to the ameunt not in dispute, on or before the date set by
the Department to hear the complaint, shall constitute a
‘ waxlgver of stqmers ngt'mts o contlnued service pend ding res?} on of the dispute.
oo 'mgg. a *Lh‘ﬁmg eﬁ to dlsgontlnue‘serwce 35 EL’QML Ao Parf‘5 hereof. .

1 ' 4*‘

n’:‘;the Department represenfatIVe shall decide, Tl o 3

earlr :
SAkron:all partles whetherthematter in dispute mvolves (a) disagreement as to

thé facts of a‘eustomer's case, (b) disagreement as to the proper application of the
Company 's tariff or any order or regulation of the Department to the facts of the
customer's case, or (c) disagreement with the Company's tariff or any order or regulat(on
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.of the Departmént. If the Department representative concludes that the dispute involves
any matters set forth in (a) or (b) above, the Company shall not discontinue service to the
customer until final resolution of the dispute by the Department. |, however, the
Department representative concludes that the dispute involves solely matters described.

in (¢) above, he or she shall immediately inform all parties that the Company may
forthwith discontinue service as prescribed in Part 5 hereof.

Rule 6.6 With raspect to any hearing held by a Department
representative pursuant to this
Part 6, both the customer arid the Company shall have the right:

To represent themselves or to be represented by counsel or
person of their choice;

To present evidence, testimony, and oral and written argument;
and

To confront, question and cross-examine witnesses appearing on
behalf of the other party.

Rule 6.7 In all cases in which discontinuance of service or removal of
account :
may result from a decision by the Department, the Company shall bear the burden of
proof that grounds for such action, as set forth in Rule 5.1 hereof, in fact exist.

Rule 6.8 A hearing held pursuant to Rule 6.1(b) hereof need not be
recorded or :

transcribed, and all evidence relevant to the dispute shall be received. The formal rules of
evidence shall not apply.

Rule 6.9 Upon the closing of the record, the Departrent

representative shall state

his or her findings and decision orally and shall issue a complaint determination in a form
approved by the Department. Such complaint determination shall contain the following
and become a part of the record:

A concise summary of the evidence and argument presented by the
parties, and :

The decision of the Department representative and the reason. therefor.

Rule 6.10 'Prior to the issuance of. a complaint determination, the

Department

re‘p&esen_gJ\g?‘may propose to the parties a seftlement.of all matt*ers in dlspute i

A@ pj e efﬁﬂ% ¥propose: seftlem mtby ﬁoth“paﬁ;les shiall be*b;ndlng .upon themi. The-
eme’ij_?ﬁ"‘f e.redUce 't@%vmtlng saj_gned\byébeth.pames iry thegpresenc:e of the .

. Depqﬁfnep @ l;esentahve andmmade‘part §f:i"ﬁe ﬁearmgwecerd ;oo

Rule 6.11 The complaint determination shaIl be binding upon the
parties unless
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appealed as provided in these Rules.

PART 7. DEFERRED PAYMENT

Rule 7.1

If the customer claims inability to pay an outstanding bill in full, the Company

shall inform the customer of the Company's policles with respect to deferred
payment agreements.

A deferred payment agreement shall be in writing and signed by the

customer or his or her representative and a Company representative authorized to enter
into the agreement. An agreement reached by telephone shall be confirmed by the
Company in writing and mailed to the customer with instructions to sign a confirming
copy and return it in a prepaid, self-addressed envelope as provided.

Rule 7.2 A deferred payment agreement may not include a finance
charge.

Rule 7.3 If the parties cannot agree to a deferred payment plan, the
Company

shall notify the customer of his or her right to request a Department hearing on the
matter, and service may not.be discontinued; except as provided in Part 5 hereof. Either
party may request a hearing at the Department as provided in Part 6 hereof: The
Department shall have the authority to establish between the parties a binding deferred
payment agreement containing reasonable conditions. For purposes of determining
conditions under this Rule, the Department shall consider:

The size of the account;

The customer’s ability to pay;

The customer’s payment history; »

The time thel debt has been outstanding;

The reasons why the debt has been outstanding; and

Any other relevant factors concerning the circumstances of the customer.

Notwithstanding any other provision of-this Rule, the Department shall establish a
deférred payment agreement only if (@) the customer demonstrates that he or she is
faced with financial hardship; (b) no other such agreement between the parties is
‘outstanding;.and (c) the customer agrees to pay all other bills from the Company as they
¥ ‘b*éfc’ome*due% qvidedihow pthe.Depattm eqt orither parties mayfec dnsider a-,
. p‘.éhoué, ?%meitbe u’g el TA Climétanges “émnfor atiol which was- not
éaﬁ%: E\bb {[able:; “4 P it % ,;wa'l"é"” 6 ed‘ }lo;e\]ent sHall the: -
. fggbf' _,“:t%, edipay i ag; enleg!,w %rqw,amg OF| ayments which .
- ten ; el M rohthe

Rule 7.4 The Company may discontinue service to any customer on
account of ' :
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‘y

the customer's failure substantially to comply with the terms and conditions of a deferred
payment agreement. Said right shall arise, however, only after the Company gives the
customer five days' written notice of the proposed discontinuance and the reasons
therefor,

In the last day of the notice period required by this Rule 7.4 falls upon a day on which the
postal service does not deliver mail, then that notice period shall be extended through the
next day on which mail is delivered.

PART 8. TELEPHONE SERVICE OF ELDERLY PERSONS

Rule 8.1 Identifying Elderly Persons. Within thirty days after the
effective date of o

these Rules, the Company shall devise procedures reasonably designed to identify,
before discontinuance of service for nonpayment, accounts affecting. households in
which all adult residents are'sixty-five years of age or older. Such procedures shall be
submitted by the Company in writing to the Department for approval.

A customer may request the protection afforded by this Part 8 by submitting to the
Company, on a form supplied by the Company, the account number, service address and
the name and date of birth of each adult resident of the household. Such forms shall be
sent to all customers annually.

If a customer in a household in which all adult residents are sixty-five years of age or
older desires, the Company shall provide to a third person designated by such customer
notices pertaining to discontinuance of service and removal of account. In no event shall
the third person so notified be liable for the bills of the customer.

Rule 8.2 - Notification. Upon receipt of the form described in Rule 8.1
hereof the

Company shall verify the information and immediately identify the account. The Company
shall then send.to the household, in the name of the customer, the following notification:

We have noted on our records that all adults residing in your household are 65 years of
age or older.

This means that, for as long'as this situation exists, the Telephone Company will not
discontinue your service for failure to pay a past due bill without the approval of the
Massachusetts Department of Telecommunication and Energy. If you cannot pay your bill
all at once, you.may be able. to work out a deferred payment arrangement with the
Company..You have a right to a hearing before discontinuance.

If you have any questioné or want further information, call the Company at the Business
Office number shown on your bill or contact:

IVlSION

Telephone (617) 350-3500 or XXXX

Rule 8.3 : Application for Approval to Discontinue Service. The
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Company may discontinue

service to a household in which all adult residents are sixty-five years of age or older only
after it first secures the written approval of the Department. In addition to the application
for such approval filed with the Department, the Company shall concurrently give written
nofices to the adult residents of such household, any third person designated pursuant to
Rule 8.1 hereof and the Department of Elder Affairs (or any agency designated by the
Department of Elder Affairs for such purposes). Such written notice shall state that an
application for approval to discontinue service has been filed with the Department and

shall explain the provisions for a Department investigation of the matter pursuant to Rule

8.4 hereof.

The notices required by this Rule 8.3 shall include the information set forth in the notice
required by Rule 8.2 hereof and shall be in such form as shall be approved by the
Department prior to its use.

Rule 8.4 Investigation and Hearing. Upon receipt of an application
for approval to

discontinue service in accordance with Rule 8.3 hereof, the Department shall verify that
the household qualifies under Rule 8.1 hereof. The Department shall not approve an
application for discontinuance of service to a household in which all adult residents are
sixty-five years of age or older unless the following facts have been established in the
course of an investigation:

The adult residents of the affected household, any third person

designated pursuant to Rule 8.1 hereof and the Department of Elder Affairs (or any
agency designated by the Department of Elder Affairs for such :purposes) have received
proper notice of the application for approval of discontinuance pursuant to these Rules.

The Company hes in good faith attempted to secure payment by
reasonable means other than discontinuance.

The Company has not refused to accept any payment arrangement
which is just and equitable.

The scope of the investigation need not be limited to the issues cited above but may
include any matters relating to a billing dispute brought to the Department's attention.

In appropriate cases, the Department may hold a hearing as part of the
investigation.. However, such investigation need not include a hearing
unless one is requested by an adult resident of the affected household,
any third person designated pursuant to Rule 8.1 hereof, the Department
of Elder Affairs (or any agency designated by the Department of Elder
Affairs for such purposes) or by the Company. [f a hearing is held as part
of the investigation, it shall be conducted before a Department
representatlve but shall'not:be construed to be an adjudicatory proceeding
as defined by Chapter 30A of the General Laws.

o Tﬁe‘lﬁgﬁé};‘» e‘;.‘fcgg,_“ Lf;) ,' i : ents of the- affected household
+ e any i ﬁs@%ﬁd?%’ Sy e 184 hére vt};e erartment
** oREIdefiAfairs: (or any IGFi2 paﬂment\of Elder -

Affairs’ fo 'uoh purposes) emCombany"of the“results of the

§
investigation and of- thelr rlght to'appeal the decision i in.an adjudicatory
proceeding of the Department urider Chapter 30A of the General Laws.

121




Bell:Atlantic — Request for Proposals: Massachusetts.Dual Party Relay Service

Within seven days of being so notified, the adult residents of the affected
household, any third party designated pursuant o Rule 8.4 hereof, the
Department of Elder Affairs (or any agency designated by the Department
of Elder Affairs for such purposes) or the Company may request a hearing
under Chapter 30A of the General Laws. If such a hearing is requested,

no discontinuance of service may occur until the proceedlng has been

concluded and a final order entered.

Rule 9.1 The Company may adopt such other reasonable practices
governing its relations

with customers as are necessary and appropriate and consistent with
these Rules. The Company shall file a copy of such practices, including all
revisions thereto, with the Department of Telecommunication and Energy.

} PART9. ADOPTION OF ADDITIONAL PRACTICES
|
|
|

S
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* INTRODUCTION AND PROCEDURAL HISTORY

. On January 6,;.2006, the Statewide Emergency Telecommunications Board (“SETB™),
as administrator of the Wireline Enhanced 911 Fund,! submitted to the Depaﬁment of
Telecommunications and 'Energy (“Department”) its cost projections and revised estimates for
the provision of wireline enhanced 911 (“E911”) services? and disability access programs,’ and
for deficit recovery,* for the i)e;iod July 1, 2005 through December 31, 2007 (“SETB Cost

Projection”). In its filing, SETB projects that the Wireline E911 Fund would go into deficit in

The Wireline Enhanced 911 Fund was established to receive the revenues from the
surcharge imposed by G.L. c. 6A, § 18H' for services associated with G.L. c. 6A, §§
18A-18F and G.L. c. 166, §§ 14A and 15E, and collected by telecommunications
compames from their customers. See G.L. c. 6A, § 18H'%:; G.L. c. 10, § 35W%, A
separate Wireless Enhanced 911 Fund receives the revenues from the wireless E911
surcharge. See G.L. c. 6A, § 18H.

“E911” refers to the system which provides residents and businesses with the ability to
reach emergency services by dialing the digits “9-1-1.” Unlike standard 911, E911
provides the address of the caller, thereby allowing for a shorter response time for
emergency p’er'sonnel.

ed. _by the Wireline E911 Fund are: (1) relay
i ﬁi’ *_‘ﬁgicauous equipment distribution
‘.,Jsets at pay telephones See G.L. c.

From 1990 to 2002 wireline E911 service and disability access programs were funded
by charging res1dent1a1 eustomel:s for each d1rectory‘ assistance call that exceeded their
allowance of ten’ freekca11s§per month See Acts of 1990 c.291, § 7. Imtlally, the

te <

dlrectoryf ass1stance fu

: 1rectory ass1stance revenue funding mechanism was
at'$43.1 mllhon The current surcharge funding




